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Abstract 
Organizational communication is the process whereby members gather pertinent    information about 
their institution and the changes occurring within it. Communication helps organization members by enabling them 
to discuss critical organizational experiences and develop relevant information that demystifies complex 
organizational activities and change. Communication plays a vital role in ensuring that the various stakeholders of 
the company will be able to coordinate their actions leading to the fulfilment of their personal needs with the 
accomplishment of their ever evolving organizational responsibilities. 
Communicating and organizing are closely related human activities. When the two processes are 
combined, it serves a crucial data gathering function for organization members by providing them with sense-
making information.  TOC GLYCOL COMPANY LTD., THAILAND is cognizant of the vital link of the process 
in managing the whole organization.  This is the reason why it wants to assess the prevailing communication 
practices in the organization. 
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1. Introduction 
Communication in the workplace occurs for a number of direct and indirect reasons.  
Primarily, it is necessary for passing information between people working in the same organization and 
between their organization and others.  In the workplace, a person’s ability to communicate is reflected 
by the quality and range of one’s communication skills. 
Effective communication within organizations and between people leads to increased 
understanding and more satisfying relationships [13].  Firms, businesses or agencies that provide a 
product or service interact and operate with other people through communication.  Every aspect of the 
business operation is largely influenced by the process of communication.  Hence, it plays a vital part 
in facilitating the decision making process. 
For business decisions to be sound and relevant, timely and relevant information has to be 
conveyed throughout the organization [14].  The successful company is one that communicates well 
both internally and with other companies and clients.  Many factors apart from individual 
communication skills affect the flow of information in the workplace [12].  The organization’s culture, 
values, the resources available to it and the power relationships all affect communication in the 
organization.  These factors combined with the prevailing channel of disseminating information in 
TOC GLYCOL LTD., Thailand made the management realize that there are situations where conflicts 
occur in the company obviously because of communication gaps caused by the said factors. When not 
properly addressed, these disagreements affected the operations of the firm as people’s relationships 
were marred with misunderstanding and disunity. 
The management of TOC GLYCOL LTD., THAILAND is aware that communication is 
necessary for nearly all forms of organizational activity and therefore necessary for organizational 
success.  It shapes, limits and defines perceptions of individuals and the organization alike.  Hence, to 
ensure that communication flows freely and is effectively utilized by all stakeholders of the 
organization, this study was conducted. 
2. Organizational Communication 
Communication is a major shaping force in the organization.  Davelas (2002) stated that “the 
level of interaction among members of an organization is influenced by the structuring of channels of 
communication.”  Every workplace includes a range of communication activities such as gathering, 
recording and conveying simple routine information, giving and following instructions and 
participating in small formal work groups.  In each of these activities, it is important that the 
organization has an adequate communication network where messages are received and sent effectively.  
Organizations who have excellent communication patterns tend to encourage their people to work 
cooperatively and more efficiently (Luthans, 2005). 
Communication as a process makes the organizational cooperative system dynamic and links 
the organizational purpose to the participants.  Communication techniques which encompass written 
and oral language are deemed typical factors in the emerging knowledge economy and a major 
consideration for anyone catering today’s workforce, a company needs to look more closely to total 
success of communication (Guffey, 2003). 
In this complex and information-rich society, the key to organizational excellence is effective 
communication.  Communication systems within organizations – both human and technological – are 
responsible for solving complex problems creatively (Zalabak, 2006).People using the machines of the 
communications era coordinates large volumes of information for the performance of new and dynamic 
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tasks.  Hence there is a need to harness the various determinants of communication to ensure the 
attainment of organizational excellence. 
3. Determinants of Organizational Communication 
Communication is a multidimensional process. Everything that takes place in the organization 
involves the process of communication. The quality of information that passes from the sender to the 
receiver is responsible for the success or failure of an activity. There is no single solution for 
communication problems, but an organization can learn techniques to increase its effectiveness by 
looking into the various factors that affect communication. 
Studying organizational communication requires looking at how communication processes 
contribute to the coordination of behaviour in working toward organizational and individual goals.  
Furthermore, it also highlights the multiple interpretations that symbols might manifest as well as the 
impact of history and various organizational constituents on the communication process. 
3.1. Source of Information 
One factor affecting organizational communication is the source of information.  There are 
three major sources of communication – downward which consists of messages from superiors to 
subordinates. It describes message movement from a person in a position of authority to a subordinate 
or subordinate group. Upward this involves messages sent up the line from subordinates to 
managers/bosses. It describes message movement that begins with lower organizational levels and is 
transmitted to higher levels of authority. Lastly - lateral/horizontal which consists of the flow of 
information among the peers, across or within the departments. This moves laterally across the 
organization among individuals of approximately the same level and without distinct reporting 
relationships with one another.  All these sources are considered essential for the smooth flow of data 
within and across the firm. (Ivancevich, 2004).  These three are sources of internal communication and 
are considered extremely important in the accomplishment of task and goals within the organization. 
In terms of the practices related to this factor were viewed by the respondents as effective.  
Since this is considered as the most basic type formal message system, the management of TOC 
GLYCOL sees to it that information needed to direct the performance of the workers in accomplishing 
their organizational tasks are clear and at the same time sensitive to the needs and feelings of the 
employees.  As for vertical communication, the practices related to this message system were also 
assessed to be generally effective by the employees.  The information generated from this source was 
found to be useful in relieving employees’ tensions by allowing lower level organization members to 
share relevant information with their superiors thereby enhancing organizational cohesiveness.  In 
terms of horizontal communication, this form of message system was likewise rated to be effective by 
the key informants of the study.  The prevailing practices facilitated task coordination by enabling 
organization members to establish effective interpersonal relationships through the development of 
implicit contacts and at the same time provided the means for sharing relevant organizational 
information among co workers. 
As messages move through channels, the direction through which the information flows can 
have a significant impact on the quality of information traversing through the organization. 
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3.2. Mode of Communication 
 The preferred mode of communication is another factor considered in the study.  This consist 
of the oral communication – all forms of spoken information and is by far the most preferred type of 
communication among managers; written communication – which includes letters, memos and other 
documents used to share information in the organization and lastly; non verbal communication which 
involves all messages that are  non language responses. (Ohair, 2005, Luthans, 2005, Roberts, 2002 and 
Lewis, 2004).  People in an organization use various modes of communication in the course of doing 
their work.  All three modes are considered important in attaining organizational effectiveness. 
In the area of preferred mode of communication, the practices related to this factor were 
viewed to be generally effective in TOC GLYCOL. The oral mode of communication adopted in the 
firm was viewed to be effective.  It allowed the organizational members to communicate about 
information in a personal and dynamic manner. The transitory nature of spoken communication was 
complemented with a regular feedback system to avoid any misunderstanding.  As for the written mode 
of communication, the practices related to this factor were also assessed to be generally effective by the 
respondents.  The prevalence of the written mode of communication in the company provided the 
advantage of stability, permanence and formality.    Furthermore, the written communication reinforced 
the oral messages circulating in the organization and increased the organization’s ability to preserve 
and duplicate both spoken and written verbal messages. 
Managers use different modes of communication in their work.  Each type plays a vital role in 
attaining managerial effectiveness (Reilly, 2004). Oral communication is by far the most preferred type 
of communication by people in an organization. Most of them prefer face to face communication to 
written communication because it permits immediate feedback.  With this type of communication, one 
can comment, ask questions, or points can be clarified.  Written communication on the other hand is 
used less often but there are occasions when written communication is deemed important.  Written 
messages can be disseminated to more members of the organization at the same time in the form of 
newsletter, brochures, memos and others.  Lastly, non verbal communication involves all messages that 
are non language responses.  This is a mode of communication that should not be taken for granted as 
hidden messages can influence the process and outcomes of face to face communication (Ohair, 2005).  
3.3. Delivery of Information 
The last parameter of organizational communication involved in this study is the delivery of 
information.  To communicate effectively, it is important to choose the “right” medium, the one that 
will have the most significant influence in terms of the information richness and complexity (Luthans, 
2005).  Information richness is the potential information carrying capacity of data.  If the medium 
conveys a great deal of information, it is high in richness.  With regard to complexity, it involves 
passing communication to discuss problems and managers must make use of a medium that will match 
the complexity of the issue (Daft, 2004). 
The centrality of organizational communication is seen as the basic element of the very fabric 
that is the organization.  Roberts (2002) opined that when the organization is conceived as people 
interacting and giving meaning to that interaction – communication becomes an organizational making 
function rather than just an organization maintaining one.  Here, the process of communication is 
central to organizational existence and does more than simply carry out organizational plan. 
 In terms of the delivery of information practices, these were also viewed to be effective by the 
respondents.  Disseminating tasks, maintenance and human messages to reduce uncertainty and 
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equivocality is an important aspect of TOC’s communication network.  Therefore it deems important to 
consider how to send information to meet these three message needs and to ensure the timeliness, 
accuracy, credibility, pertinence, and clarity of receipt of messages.  Top management gives the 
employees the option to make use of different methods for as long as the messages sent are well 
understood and fosters understanding in the firm.  The media options frequently used by the different 
employees in the firm range from using bulletin boards, phone messages, email, video conferencing 
and others. 
               The model of delivering the communication can be done formally or informally.  The extent 
of the formality of the communication style in an organization might be seen in non verbal 
communication such as dress styles, where suits and ties or uniforms will be favoured over more casual 
or individualized forms of attire.  In short, the bureaucratic and professionalized climate of an 
organization will often lead to formal styles of communication. 
4. Conclusions 
The results of the study revealed that TOC GLYCOL CO., LTD. THAILAND generally 
succeeded in promoting effective organizational communication practices which were regarded as 
conducive to the attainment of the company’s goals.  The central doctrine espoused by the firm’s top 
management is that organizational communication in TOC GLYCOL is a vital and intrinsic part of 
management.  Delegation, control, measurement and motivation cannot exist without it.  Furthermore, 
it considers organizational communication as a pervasive activity in the firm, not something that is a 
peripheral component of organizational effectiveness.   
Hence, top management takes upon itself the primary responsibility of ensuring that the 
practices related to organizational communication will be useful and effective for all its members so 
that all efforts will be properly coordinated and geared toward the successful operation of the firm.  To 
attain this goal, the firm makes sure that all managers and employees of TOC will observe effective 
organizational communication at all times. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
127 Yazan M. Jaradat and Maria Victoria U. Sy /  Procedia - Social and Behavioral Sciences  40 ( 2012 )  122 – 127 
References 
[1] Davelas, T.  “Communication and Organizational Outcomes”, Norwood, New Jersey: Ablex, 2002. 
[2] Daft, R. L. and R.H. Lengel.  “Information Richness: A New Approach to Managerial Behavior and Organizational 
Design”, Connecticut: JAI PRESS, 2004. 
[3] Guffey, Mary Ellen.  “Busines Communication”, 4th edition, Mason, Ohio: Thomson –Western, 2003. 
[4] Ivancevich, John, M. and Michael T. Matteson.  “Organizational Behavior and Management”, 6th edition, New York: 
McGraw Hill, 2004. 
[5] Lewis, Pamela S. “Management”, 4th edition, Cincinnati, Ohio: Southwestern College Publishing, 2004. 
[6] Luthans, Fred. “Organizational Behavior”, 10th edition, Boston:McGraw Hill, 2005. 
[7] Ohair, Dan.  “Strategic Communication in Business and the Profession”, Boston: Houghton Tifflin Company, 2005. 
[8]Reilly, B.J. and J.A. DiAngelo. “Communication: A Cultural System of Meaning and Values.” 5th edition, Chicago: Irwin 
Professional Publishing, 2004 
[9] Roberts, K.H. “Communication in Organizations”, Chicago: Science Research Associates 2002. 
[10] Zaremba, Alan Jay.  “Organizational Communicatgion – Foundations for Business and Management”, 2nd edition, 
Mason, Ohio:  Thomson – South-Western. 2009 
[11] Zalabak,  Pamela S., “Fundamentals of Organizational Communication.” 3rd edition. Boston,MA: Allyn and Bacon, 
2006. 
[12] Lewicka, D. (2011). Creating Innovative Attitudes in an Organisation – Comparative Analysis of Tools Applied in IBM 
Poland and ZPAS Group. Journal of Asia Pacific Business Innovation and Technology Management. Vol. 1, No. 1, p1-12 
[13] Tseng  ML, Wu WW, Lee CF. Knowledge Management Strategies in Linguistic Preferences. Journal of Asia Pacific 
Business Innovation and Technology Management , 1(1) , 60-73 
[14] Ehtugala, C.V. (2011). Expectations of the Private and Civil Stakeholders Responsiveness of the State Sector: Tea 
Industry of Sri Lank. Journal of APBITM 1(1), 13-19 
 
` 
 
 
 
 
 
 
 
 
 
 
 
